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OHIO STATE REPORT

Site Visit September 8 - 11, 1992

STATE PROFILE

System Name: Client RegistD' Information System - Enhanced
(CmS-E)

StartDate: 1984

CompletionDate: 1992

Contractor: DeloitteTouche

Transfer From: Not applicable

Cost:

Actual: $6%715,000 (Through March 1992, includes some

operational costs)

Projected: $32,000,000 (First approved APD)

FSP Share: $20,935,000 (Through March 1992)
FSP%: 30.0%

Number of Users: 10.535

Basic Architecture:

Mainframe: IBM ES 9000/900, IBM ES 9000/720
Workstations: Memorex/Telex 3270 terminals

Ielecommunications

Network: Statewide microwave network

System Profile:

Programs: Food Stamp, Aid to Families with Dependent
Children. General Assistance, Medicaid
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The State of Ohio was one of the first two states visited to evaluate the data collection

instruments. These visits were conducted in August and September of 1992 and resulted in
modifications to the instruments. The changes were made to reduce the State burden associated
with data collection and ensure that the data determined relevant for collection would be available

at the State sites. When the scheduled State visits began in February 1993, the content of the
individual State reports was changed dramatically to include additional information gathered
during on-site interviews with representatives from program, systems, and financial management
areas. This additional data was not captured during the visits to Ohio and South Carolina and
the project contract provided for a single State visit to eliminate any undue burden on the State
staff. Only the data captured during the initial on-site visit is incorporated in this report since
the additional information normally included was not collected. There was also no information
gathered regarding problems that may have been encountered during development or in system
functionality.

1.0 STATE OPERATING ENVIRONMENT

The Ohio Department of Human Services (ODHS) is the designated State agency for the
administration of the Food Stamp Program (FSP) and other assistance programs in Ohio, which
is a State-supervised, county-administered State. Within ODHS, there are nine principal offices:

· Administration and Planning
· Management Information Services
· Human Resource Management
· Fiscal Services

· County Operations
· Child Care and Family Services
· Child Support Enforcement
· Family Support and JOBS
· Medicaid

State level oversight of the Food Stamp and Aid to Families with Dependent Children (AFDC)
Programs is provided by the Office of Family Support and JOBS, while Medicaid policy is the
responsibility of the Office of Medicaid. The sections within the Office of Family Support and
JOBS include: food stamp, public assistance program development, public assistance quality
assurance, CRIS-E customer service, and training.

The CRIS-E system supports the Food Stamp, AFDC, and Medicaid Programs. System support
is provided by the ODHS Office of Management Information Services (MIS) and a State level
department that oversees the State data center and the Ohio Data Network (ODN). There are four
bureaus and a deputy director's office within the MIS organization. The Bureau of Systems
Development (BSD) has primary responsibility for application development and support and the
Bureau of Technical Services (BTS) is responsible for system software support. The system
resides on State-owned and operated equipment at the State data center. Telecommunications and
operational support are provided by ODN and the State data center.
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There are 88 counties in Ohio. The State population in 1990 was 10,887,325. Approximately
9.9 percent of the individuals in the State were food stamp recipients.

The level of unemployment in Ohio declined from 1982 to 1989 and increased in 1990 and 1991.
Between 1982 and 1989, the State's unemployment rate decreased from 12.5 percent to 5.5
percent, which was a 56 percent decrease, The State's unemployment rate increased to 5.7
percent in 1990 and 6.4 percent in 1991.

The October 1992 report, The Fiscal Survey of States, provides the following information
compiled by the National Association of State Budget Officers:

· Ohio's nominal expenditure growth for Fiscal Year (FY) 1993 was between 0.0 percent
and 4.9 percent; the national average for expenditure growth was 2.4 percent.

· Ohio made budget reductions of $184.3 million after the 1992 budget was passed.

· Ohio's FY 1993 net revenues increased by $313.4 million. This change reflected
increases in sales, personal income, corporate income, tobacco, motor fuels, and other
taxes as well as an increase in fees.

· The regional outlook for the Great Lakes states indicated modest economic growth. The
region's weighted unemployment rate of 7.0 percent was lower than the national average
of 7.8 percent; however, the region's per capita growth in personal income (2.1 percent)
was weaker than the national average growth of 2.4 percent.

2.0 FOOD STAMP PROGRAM OPERATIONS

Responsibility for FSP operations are shared between the State and the individual
counties. The Food Stamp Section, which is located within the Office of Family Support
and JOBS, is responsible for State administration of FSP. There are five district offices
within the State that interface with the counties. Oversight for local operations is
provided by the county Department of Human Services (DHS).

2.1 Food Stamp Program Participation

The average monthly participation for FSP and other assistance programs is provided
below in Table 2.1. Household participation in the Food Stamp Program increased by
20.2 percent between 1988 and 1992, while the number of individuals receiving FSP
benefits increased by 16.5 percent. State staff were unable to provide participation data
for other programs prior to 1992.
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Table 2.1 Average Monthly Public Assistance Participation

Program 1992 1991 1990 1989 1988

AFDC
Cases 268,599 N/A N/A N/A N/A

Foster Care
Children 10,573 N/A N/A N/A N/A

General Assistance
Cases 166,488 N/A N/A N/A N/A

FSP l

Households 529,103 498,566 448,393 448,937 440,357
Individuals 1,244,422 1,171,305 1,078,414 1,067,975 1,067,871

Medicaid
Individuals 761,624 N/A N/A N/A N/A

2.2 FSP Benefits Issued Versus FSP Administrative Costs

The ratio of benefits issued to FSP administrative costs improved slightly from 18.5:1 in
1988 to 19.2:1 in 1992.

Ohio's average monthly benefit issuance per household over the last five years, as
provided in Table 2.2, has increased?

Table 2.2 FSP Benefits Issued

1992 1991 1990 1989 1988

Average Monthly
BenefitPer $173.61 $164.49 $156.86 $139.50 $138.19
Household

Data provided by State staff for individuals in 1992.households in 1990, and individuals and households in 1988; the FNS StateActivity
Reports for FY 1988 through FY 1992 are the source for remaining FSP participation data.

2The number of households and benefit amounts use data reported in the FNS State ActiviO,Reports for each year.
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2.3 FSP Administrative Costs

Ohio's Food Stamp Program administrative costs for the past five years are provided in
Table 2.3. 3 Total FSP Federal administrative costs decreased in 1989 and increased each

year between 1990 and 1992. Average cost per household followed the same pattern; it
decreased in 1989 and increased in each subsequent year.

Table 2.3 FSP Federal Administrative Costs

1992 1991 1990 1989 1988

Total FSP
Federal $57,289,082 $47,459,520 $32,138,935 $27,378,979 $39,446,534
Admin. Cost

Avg. Federal
Admin. Cost
Per $9.02 $7.93 $5.85 $5.08 $7.46
Household
Per Month

2.4 System Impacts on Program Performance

Areas of Food Stamp Program performance that could potentially be affected by the
automated systems that support the Program include:

· Staffing
· Responsiveness to Regulatory Change
· Combined Official Payment Error Rates
· Claims Collection
· Certification/Reviews

Since CRIS-E implementation was not completed until June 30, 1992, the full potential
impact of the system on program performance may not be demonstrated by the
information presented in the following sections.

2.4.1 Staffing

State staff indicated that there are approximately 5,000 eligibility workers (EWs) and 500
eligibility worker supervisors throughout the State; however, more specific information
was not available because each county is responsible for determining its staffing level.

3The number of households and FSP Federal administrative costs are derived from data reported in the FNS Stale Activity Reports for each
year.
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Ohio has used a generic caseworker approach for approximately seven years. In 1985 and
1986, ODHS began using a common application form (CAF). At that time, counties
began training program specific workers to become generic workers.

Between January 1991 and September 1992, staffing levels did not change despite
participation increases of one percent per month. The combined average caseload is
between 275 and 300 cases per worker and has been increasing for the last four years.
In late 1992, the State began a caseload management study to determine the maximum
caseload per worker.

There are two major labor unions at the State level, but other unions may be involved at
the county and local levels. Each county has its own unique set of labor problems.
Changing to a generic caseworker approach required that pay level structures be revised,
which required significant negotiations with State labor unions. In addition, each county
had to work with its local unions to resolve problems. CRIS-E conversion and
implementation were coordinated with union representatives in advance of system
implementation to avoid problems.

2.4.2 Responsiveness to Regulatory Change

Of the 14 provisions shown in Exhibit A-2.1 in Appendix A, Ohio was able to implement
seven on time. Six were implemented late and information was unavailable concerning
one provision. For the six regulations that were implemented late, ODHS staff indicated
that there was a lack of qualified staff to make the changes. In addition, for three of the
regulations -- codes 2.2, 2.3, and 4.2 -- program staff had difficulty formulating
specifications for technical staff. Two of these regulations were related to combined
initial allotments under normal timeframes (code 2.2) and expedited service timeframes
(code 2.3). Regulation 4.2 involved limitations on the number of replacement issuances.

State staff indicated that the required implementation dates sometimes occurred before the
State received the official implementing regulations from the Federal agencies. In these
cases, the State hesitated to implement system changes until final regulations had been
received.

2.4.3 Combined Official Payment Error Rate

Ohio's official combined error rate, as indicated in Table 2.4, increased each year between
1988 and 1992, with the exception of 1990. Overall, the error rate increased by
approximately 22 percent during the five year period.
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Table 2.4 Official Combined Error Rate

1992 1991 1990 1989 1988

Combined 13.19 12.54 11.18 11.33 10.78
Error Rate

Error rates increased during CRIS-E conversion and implementation (beginning in early
1989 and ending June 30, 1992). State staff expected increased error rates to continue
for 12 to 18 months after conversion was complete (until July 1993 to December 1993).
County error rates vary greatly. In counties that were converted earlier, such as Franklin
County, the error rate, which was between 15 and 16 percent in FYs 1990 and 1991,
should decrease in FY 1992 and FY 1993. Statewide, the dollar losses associated with
the 1990 and 1991 payment error rates were between $78.8 million and $101.3 million.

2.4.4 Claims Collection

Table 2.5 presents claims collection data, including the dollar value of claims established,
the dollar value of claims collected, and the percentage of claims established that were
collected. The dollar value of claims collected increased each year between 1988 and
1991 and decreased in 1992. The value of claims established increased each year except
1990. The unusually high number of claims established in 1989 was attributed to
unreported claims from previous years.

Ohio's claims collected as a percentage of claims established decreased during the period.
The percentage of claims collected increased each year between 1988 and 1991, except
1989, and it then decreased in 1992. The percentage of claims collected is affected by
the total number of claims established, whether the individual is still receiving benefits,
the amount of available assets, and other factors.
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Table 2.5 Total Claims Established/Collected

1992 1991 1990 1989 1988

Total

Claims $8,108,099 $7,003,913 $6,947,752 $19,111,278 $6,564,132
Established

Total

Claims $2,787,655 $2,990,647 $2,908,761 $2,717,243 $2,598,873
Collected

As a % of
Total 34.4% 42.7% 41.9% 14.2% 39.6%
Claims
Established

Examination of claims data shows a trend, between 1990 and 1992, towards decreases in
intentional program violations and increases in both inadvertent household errors and
agency errors. Of the claims established, approximately 35 percent are caused by
inadvertent household error and 45 to 50 percent are due to intentional program violation
and fraud. The remainder were attributed to agency caused errors. A greater percentage
of recoveries were made in claims caused by intentional program violations. State staff
anticipates that CRIS-E interfaces and computer matching (once fully operational) will
reduce claims associated with intentional program violations and inadvertent household
errors. CRIS-E interactive interviewing and edits also are expected to result in a decrease
in claims associated with agency caused errors.

2.4.5 Certification/Reviews

CRIS-E implementation was completed on June 30, 1992. In September 1992, CRIS-E
was reviewed by the Department of Health and Human Services (DHHS). The system
received conditional Family Assistance Management Information System (FAMIS)
certification. As of September 1992, the Food and Nutrition Service (FNS) had not
conducted its post-implementation review; however, State staff indicated that there were
tentative plans for the FNS Midwest Regional Office to conduct this review within the
next few months.

3.0 OVERVIEW OF THE SYSTEM

This section provides an overview of the functionality, complexity, and level of integration of
Ohio's CRIS-E and discusses some of the current automation issues in the State. CRIS-E is a

statewide, interactive, on-line, integrated public assistance system that consists of over 20 separate
subsystems. Since Ohio's assistance programs are county-operated, CRIS-E was designed to
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respond to individual county office requirements, with respect to organization of work and
reporting.

3.1 System Functionality

A case in CRIS-E is based on a standard filing unit (SFU) for all household members; the
SFU represents a single case that is handled by one caseworker. Within the SFU, there
may be multiple assistance groups comprised of different individuals. Ohio uses a
CASE/CAT/SEQ/Claim code (case number, category of assistance, and sequence of
individual in the household) to create unique, randomly selected case numbers.

Major features of CRIS-E functionality are described in this section. Areas addressed
include:

· Registration. The client completes a two-page CAF for all assistance programs.
Through CRIS-E, the screener or registration worker determines whether expedited
services are required. The registration worker also performs statewide clearance
to determine whether the individual is currently participating or previously has
participated in any assistance programs in Ohio. The system performs searches
for all household members and looks for an exact match on the Social Security
number (SSN). The system also performs a SOUNDEX search to identify
potential name matches. If a potential match exists, the screener must investigate.
If a case exists in the database, it can be reactivated or brought into the new case
file.

The system supports application registration in other areas as well. At the time
of registration, the system randomly assigns an application number, which
becomes the case number once eligibility is determined. CRIS-E also can
schedule client interviews with an eligibility worker. If an individual is unable to
appear for an interview at a later date, CRIS-E can generate an application form
that can be completed at home and mailed to the county office.

· Eligibility Determination. CRiS-E provides for on-line, interactive interviews
between an eligibility worker and an applicant. The system presents the worker
with mandatory screens in sequence and also presents relevant detail screens that
must be completed. Specific screens that are presented are driven by responses
to previous questions. CRIS-E calculates budgets for all programs based on the
raw income, resource, and asset information entered. It then provides a
preliminary list of benefits for which the applicant is potentially eligible. The
worker also has the option of performing a trial eligibility determination/benefit
calculation (ED/BC) using CRIS-E's scratchpad ED/BC feature.

· Benefit Calculation. The system automatically calculates benefit levels, and the
worker must review the system's calculations and authorize benefits.
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· Benefit Issuance. The State issues food stamp benefits to clients through the
direct access and direct mail issuance methods. For direct access issuance, clients
visit an issuance site on or after a designated date each month. The client presents
an identification card containing his or her case number. An issuance worker
accesses CRIS-E to issue benefits and provides food coupons to the client. In
some counties, issuance sites are operated by county staff, but other counties use
contractors for issuing FSP benefits. Direct mail issuance also is used in 42
counties. Coupons are mailed directly from the counties. Some counties also use
contractors to support mail issuance.

In addition, there is an off-line Electronic Benefit Transfer (EBT) demonstration
being conducted in Montgomery County. In February 1992, households in the
Dayton area began participating in the EBT demonstration, in which a smart card
containing a computer chip was used at the point of sale (POS) at selected retailer
locations to deliver FSP benefits. Demonstration participants included
approximately 11,000 households and nearly 100 retailers. Pending Federal
approval to conduct a larger scale off-line EBT project, the State plans to
implement a statewide EBT system.

Under Ohio law, expedited benefits must be made available to the client within
24 hours of certification. Ohio generally is able to meet this requirement. For
mail issuance, the requirement is satisfied if coupons are mailed within 24 hours.

· Notices. System generated notices are printed and mailed from a central site.
Notices generally are sent automatically, but at the discretion of the eligibility
worker, exceptions can be made. The worker also can add information to specific
notices regarding changes or the need for further information and review the
contents of all notices sent to clients through the system.

The worker has the capability of creating a manual notice (using print screens
from the system) and mailing it from the county office. Manual notices cannot
be saved or stored on the system.

· Claims System. The Benefit Recovery subsystem is designed to initiate, track, and
pursue the collection of claims associated with overpayments. Upon determining
that an overpayment was made, workers complete the benefit recovery referral
screen to initiate the claim process. A benefit recovery coordinator, located in the
central office, is alerted to the presence of a new referral by a screen alert. The
claim then is assigned to a benefit recovery worker for investigation.

The system automatically calculates the total amount of the overpayment and
includes this information in the system generated demand notice that is sent to the
client if the case is still active. Subsequent demand notices can be sent at the
request of the recovery worker.
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If recoupment is the selected repayment method, the system automatically deducts
payments from the benefits issued. Recoupments and payments are recorded in
the system, which tracks the amount paid and outstanding. A notice is sent as a
monthly statement of the claim account.

· Computer Matching. Computer matching is performed against several data
sources. Income and Eligibility Verification System (IEVS) matching is
performed after registration and eligibility determination is completed because
CRIS-E cannot perform IEVS matching before certification and still be able to
complete eligibility determination within 30 days. IEVS matching is done in batch
mode. If an alert results from IEVS matching, the worker must investigate
further.

Data exchange matching requires case information to be sent out; after matching
is performed, tapes containing matching results are returned to CRIS-E. Matching
information then is available on-line in CRIS-E. Data sources matched against
include: unemployment compensation, lottery, Beneficiary Data Exchange
(BENDEX), Social Security Administration (SSA) wage and benefit information,
State Data Exchange (SDX), and Internal Revenue Service (IRS) yearly and
monthly data.

Name and SSN matching also are performed against State Wage Collection
Agency (SWCA) data. Historical information always is available; however, only
selected information is reported to workers. SWCA matches are reported through
alerts.

· Alerts. CRIS-E provides on-line alerts for workers in many situations. Alerts are
provided in the form of an action list, and the system can sort alerts by priority.
The caseworker is able to clear alerts; however, if the activity is not performed,
the alert will reappear.

· Monthly Reporting. As of September 1992, there is no monthly reporting in
Ohio.

· Report Generation. CRIS-E has the capability to generate many types of batch
reports for eligibility workers, supervisors, and State office staff. Most reports
available in the system are regular monthly reports. Areas in which CRIS-E
provides reports include: case summaries, lists of actions taken, case status
updates, workload analysis, and various statistical reports.

· Program Management and Administration. CRIS-E provides several features to
assist workers and supervisors. The system provides a mail message capability
that is available to workers and enables them to send messages to other workers
or set future reminders for themselves. In addition, caseload management features
in the system allow supervisors to assign cases to workers, shift case assignments
between workers, and delete cases from individual caseloads.

THE ORKAND CORPORATION

11



3.2 Level of Integration/Complexity

CRIS-E provides integrated support for the following programs: FSP, AFDC, General
Assistance, and Medicaid; CRIS-E also interfaces with outside systems. CRIS-E
interfaces with separate systems that support other program areas, e.g., Child Welfare, as
well as systems used to support computer matching.

CRIS-E is a relatively complex system. It supports interactive interviewing and on-line
eligibility determination and benefit calculation.

3.3 Workstation/Caseworker Ratio

There are more than 10,500 CRIS-E terminals throughout the State. Since CRIS-E is
designed to support interactive interviewing, eligibility workers have dedicated terminals.
Additional terminals are available for use by registration workers, clerks, aides, EW
supervisors, issuance workers, workers in other departments who access CRIS-E for
information, district office staff, and State office staff.

3.4 Current Automation Issues

State staff indicated that there are a couple of areas in which improvements are needed.
There is a need for ongoing worker training related to both program policy and CRIS-E
procedures. In addition, State staff indicated that improvements are needed in
administrative policies and the chain of command for problem resolution.

4.0 SYSTEM DEVELOPMENT AND IMPLEMENTATION

This section discusses the approaches used in Ohio to develop and implement CRIS-E. An
overview of major events, participants, and problems encountered during development and
implementation is provided.

4.1 Overview of the Previous System

Before CRIS-E, the Client Registry Information System (CRIS) supported the AFDC and
Medicaid Programs, but there was not a statewide system for the Food Stamp Program.
Each county had a separate system to support FSP operations. While a few of the county
systems were highly automated, others were completely manual. In most counties, the
systems did not provide adequate automation to meet workers' needs.

4.2 Justification for the New System

The existence of separate systems to support the FSP in each of the State's 88 counties
resulted in several problems. As mentioned previously, most of the systems were not
highly automated. In addition, there was not a central State database for FSP participants.
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